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BOARD OF VETERANS SERVICES

Position Paper 2014-01
Benefit Services Section Funding

Objective: To ensure that the Department of Veterans Services (DVS) has the
financial resources necessary to effectively recruit, hire, train, and retain staff
members in the Benefit Services Section.

Background:

Veterans with injuries or illnesses resulting from military service may file a
claim for compensation from the U.S. Department of Veterans Affairs (VA).
DVS assists Virginia veterans with the VA claims development and
submission process. Services are provided free of charge at 22 Field Offices.
Virginia receives a considerable return on investment for helping veterans,
estimated at $122 million in new disability compensation payments to Virginia
veterans in Fiscal Year (FY) 2010, $154 million in FY 2011, and $154 million
in FY 2012.

DVS Benefit Field Offices are staffed by trained claims agents who provide
direct, one-on-one assistance to veterans in developing and filing VA claims.
DVS has had a 70 percent claims agent turnover during the past five years,
with many leaving for higher paying jobs.

DVS lacks the financial resources to recruit and retain trained and experienced
claims agents by being able to offer them competitive salaries.

Discussion:

The state Human Resources (HR) system provides state agencies with the tools
necessary to recruit, hire, train, and retain employees. However, agencies must
have the funding necessary to effectively use these tools.

Frequent turnover among Benefits Section employees directly impacts services
to Virginia’s veterans. Because it takes a considerable amount of time to train
new employees and for them to become fully certified, the effect of turnover is
substantial and is detrimental to good customer service.

DVS should create a staff development plan that effectively compensates
Benefit Section employees based on their knowledge, skills, abilities,
experience, and level of responsibility. The plan should incorporate “sub pay-
bands” that provide pay increases based on documented achievement of
training milestones, certifications, increased responsibility, etc.

DVS should then identify the funding required to implement the plan and
submit a funding request to the Governor and General Assembly.

Recommendation: that DVS create a staff development plan to serve as an

effective management tool to recruit, hire, train, and most importantly, retain
Benefits Section staff. Based on this plan, DVS should identify the necessary
funding to implement the plan in Fiscal Years 2015 and 2016 and submit a
supporting budget request to the Governor and General Assembly.



